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Research on the Motivation of Customers Online Reviews on E-commerce Platforms
LI Ya-qin
( Business College, Yangzhou University, Yangzhou 225127, China)

Abstract: Most online shoppers are not willing to take the initiative to write and post their consumption experience or product
reviews at e-commerce platforms. It is important for e-commerce platforms and related platforms service providers to understand the
motivation of consumers posting product reviews accurately. Based on the technology acceptance model and social exchange theory,
the paper attempts to take online shoppers and reviewers as research object, with the employment of the research framework com-
posed of the motivation of customer reviews including social motivation, individual psychological motivation and technological motiva-
tion. With the method of partial least squares structural equation modeling ( PLS-SEM ) , the researcher tests the reliability and va-
lidity of the model. The results reveal that technical acceptance factors are the key ones affecting the consumer reviews motivation of
the e-commerce platforms. The motivations of reputation, reciprocity and economic rewards all positively influence consumer online
reviews intention, while review cost motivation plays a negative role. Meanwhile, the motivations of enjoying helping others, per-
ceived fun and social interaction have less significant influence on the customer review intention. The model provides one of theoreti-
cal explanation for the optimization and improvement of customer review systems on the e-commerce platforms.
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(EH, o =0.865) EH2 | 0.880 | 0.168 | 0.395 | 0.458 | 0.435 | 0.416 | -0.146| 0.586 | 0.258 | 0.258
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(FE, «=0.941) | FE3 | 0.517 | 0.007 | 0.923 | 0.431 | 0.509 | 0.460 | -0.352| 0.371 | 0.475 | 0.547
(CR =0.955) FE4 | 0.386 | 0.110 | 0.876 | 0.358 | 0.361 | 0.357 | -0.176| 0.333 | 0.441 | 0.552
FE5 | 0.266 | 0.120 | 0.824 | 0.337 | 0.326 | 0.374 | -0.133| 0.280 | 0.481 | 0.592
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FR4)

ik E R INT1 0.400 | 0.280 | 0.415 | 0.900 | 0.307 | 0.548 | -0.110| 0.462 | 0.491 0.409
(INT, «=0.891) | INT2 0.476 | 0.286 | 0.417 | 0.924 | 0.337 | 0.553 | -0.129| 0.518 | 0.481 0.403
(CR=0.932) INT3 0.462 | 0.321 0.382 | 0.894 | 0.361 0.571 | -=0.103| 0.534 | 0.484 0.396
Bedn 5y FIE PEOU1 | 0.455 | 0.060 | 0.456 | 0.383 | 0.937 | 0.460 | -0.191| 0.333 | 0.366 0.307
(PEOU, a=0.954)| PEOU2 | 0.471 | -0.051| 0.461 0.351 0.973 | 0.473 | -0.286| 0.277 | 0.338 0.256
(CR =0.970) PEOU3 | 0.484 | -0.089| 0.484 | 0.332 | 0.960 | 0.461 | -0.314| 0.256 | 0.316 0.256
Besn Rk PU1 0.286 | 0.417 | 0.294 | 0.506 | 0.270 | 0.729 | 0.120 | 0.432 | 0.427 0.426
(PU, a=0.804) pU2 0.459 | 0.092 | 0.465 | 0.530 | 0.491 | 0.905 | -0.191| 0.424 | 0.460 0. 406
(CR=0.886) pPU3 0.503 | 0.118 | 0.440 | 0.537 | 0.456 | 0.905 | —-0.153| 0.411 0.463 0.420

b RC1 -0.211| 0.435 | -0.267| -0.096| —0.243| —=0.110| 0.908 | 0.027 | -0.059| -0.028

R A

(RC. «=0.908) RC2 -0.217| 0.461 | -0.280| -0.081| —0.292| -0.081| 0.911 0.006 | -0.046| 0.005

RC3 -0.182| 0.351 | -0.339| -0.152| -0.230| -0.127| 0.896 | -0.021| -0.086| —0.075

(CR =0.935) RC4 -0.088| 0.327 | -0.227| -0.119| -0.209| -0.038| 0.823 | 0.026 | 0.009 | —0.039
g RE1 0.526 | 0.245 | 0.406 | 0.485 | 0.281 0.473 | -0.056| 0.906 | 0.324 0. 405
(RE, a=0.811) RE2 0.313 | 0.476 | 0.194 | 0.431 0.102 | 0.321 0.146 | 0.782 | 0.196 0.310
(CR=0.887) RE3 0.630 | 0.325 | 0.350 | 0.502 | 0.340 | 0.446 | -0.025| 0.860 | 0.331 0.296
PR REP1 0.385 | 0.225 | 0.551 0.531 0.382 | 0.548 | -0.100| 0.391 0.911 0.624
(REP, «=0.895)| REP2 | 0.312 | 0.210 | 0.500 | 0.464 | 0.349 | 0.450 | -0.069| 0.255 | 0.940 0.567
(CR=0.934) REP3 0.208 | 0.364 | 0.352 | 0.457 | 0.217 | 0.428 | 0.042 | 0.272 | 0.874 0.486
AR SI1 0.336 | 0.247 | 0.513 | 0.391 0.252 | 0.394 | 0.044 | 0.405 | 0.513 0. 890
(SI, «=0.864) SI2 0.371 0.194 | 0.632 | 0.463 | 0.293 | 0.481 | -0.095| 0.403 | 0.566 0.940
(CR=0.917) SI3 0.173 | 0.116 | 0.500 | 0.313 | 0.202 | 0.419 | -0.034| 0.230 | 0.578 0.827

(2) AR S hy T ok DN S R (3 A 2K | 3 7 PP A N S A4 (content validity ) \WSAUE (con-
vergent validity ) FX JIRUE (discriminant validity ) ™7, P4 25 2008 /2 0 i PN 25 AR A6 AR 3R N = R A 8 L AR
WFFE A0 i SRR A e 28 SR Y I R, 455 FRL R T 3 TE TR 2R G0 1 B A 0] e 4 SR ARG >4 94
iﬁéﬁ'ﬁﬁﬁﬁzﬁ’ﬂ , lﬂﬁﬁgﬁﬁﬁ? B/‘J lj‘] g&‘igo LI&@U&E@ ﬁ%ﬁﬁ?ﬁ%ﬁﬁﬂxi ( average variance extracted ,
AVE) 4515 FE (composite reliability, CR) #84rPF4r . #5 AVE A/NT0.5, CR A/NTF0. 7, I 2 A5 480 5.
A BRSO RE ) N4 RN RS TR MR AVE F1 CR 349755 T BRE , 26 B AHIF S I B A5 0 1A #5001
W SIOREORE BRIl A7 0 T A ST R 17 A8 T A a

XSRS 2R PR TE PLS BEARRIAY rh i — 1A i 5 M I A I B 48 A 2 (R B B O &R,
Fornell-Larcker FrifE 138 X 41 fuf ( Cross-loadings ) 8 Fr 7 & X 5% BE £ 45, Fornell-Larcker iy 1 5 R 145 15
AVE B2 75 AR K T2 A8 1 5 AH DGV A8 5t [A] A OC R AL, RIS A4 BRI SE AVE B07 R K T H T 7E
AT RN AR 5 22 BT 00 S A 7R D) LA 5 g g DX 308 7 5 A7 g 198 0 52 A o A 224 000 8 00 14 o
AIEP 71 i 1 DR T G 5 L W ) A S A7 g i T AR AR D) EL A A e g DX A R4 RN SRS T A
FEAE AR BEAR LT Hb Tt 2 AH B v, 2 W) S A EL A A ) DX 3 A8 B o BT 35, AR F 5 00 R A A0 g 5 A
i3 Nl &

&S Fornell-Larcker R/

BEZ AVE EH ER FE INT PEOU PU RC RE REP SI
EH 0.713 0. 844
ER 0.875 0.144 0.935
FE 0.810 0.488 0.051 0.900
INT 0.821 0.493 0.327 0. 446 0.906
PEOU 0.916 0.491 -0.030 | 0.489 0.370 0.957
PU 0.723 0.497 0.230 0.476 0.615 0.485 0. 850
RC 0.784 | -0.200| 0.447 | -0.316| -0.125 | -0.277 | -0.102 | 0.885
RE 0.724 0.596 0.392 0.384 0.558 0.300 0.494 0.010 0.851
REP 0.826 0.340 0.287 0.523 0.535 0.355 0.529 | -0.053 | 0.342 0.909
SI 0.787 0.338 0.211 0.623 0.444 0.284 0.488 | -0.037 | 0.396 0.621 | 0.887
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2. EWMEENESE, T PLS-SEM H 43 97 2Bk, PPAl PLS-SEM Al AN &%k IR — B 450
FERRME, T35 T bootstrapping S5 FAES AN AR EN HLASE A il Harman BRI ZAGIRLE R W, AT
FEREASEEANAEAE ™ 51 A [R) 5 e 22 (R R [ A 9 7 22 B2 K PRl - (variance inflation factors, VIF) K/)N
FEMAARAFAE L BE R AR5 S TR Y (1 22 s LR v Im) B0, ] AR R AS AR T B B A R il e e 1k

0.291°"

0.485™

PEOU

>0
N RC
R=0.077

NN
T ##xP <0.01, NS F/RA T3 (not significant) , [ TR FIR B BT, SERFORIRBEIOL
B2 ZMERSTER
A3 is A Smartpls3. 0 X ££ F6 MRBEVHLER

AEARESAT T PLS B ki | Wt 1% (B%) BizFK | AmER | TH | 2FR| 2

N . . EH—INT( H4) 0.085 0.054 | 1.559 | NS [ Fmx
ﬁ% 3
ff FH4E 2 bootstrapping 71, 5000 EH—RE(H5) 0.450 0.054 | 8.388 sk | ORI
MNFREAR, TEE 4 2 4E ( No Sign Chan- EH—REP(H6) -0.016 | 0.057 | 0.281 NS | RA
R S S R R 0 B A2 2R | ER—INT(HI1) 0.158 0.052 | 3.072 wkx | R
%i”%gﬂff%’”m%ﬁ%h%ﬁmja FE—INT(H7) 0.016 0.051 | 0.312 | NS | *A&x
FPEN  BATERTE N K 6 FE 2, FE—RE(HS8) 0.047 0.053 | 0.879 | NS | A=
& 2 rp R T AR R AR R FE—REP(HI10) 0.356 0.063 5.628 ik PR
-~ o o FE—SI(H9) 0.505 0.050 [10.072 | s+ | R
ErER e R A R, ARiERAE R PEOUSEH(HI9) | 0.327 | 0.063 | 5.216 | #=x | m
BRI 7 ) B L | Sl PEOU—ER(H21) | -0.030 | 0.057 | 0.527 | NS | ®RAs
e s N o PEOU—FE(H20) | 0.337 0.052 | 6.461 sk | RS
SRR S A B ] A {5 G PEOU—PU(H23) | 0.485 0.048 [10.210 | x| R
FIEAE AT VTR A A AR Y T Y PEOU—RC(H22) | -0.277 | 0.052 | 5.339 | ##x | R
o T 2l L PR Sk F PU—EH(H17) 0.338 0.059 | 5.745 ok | R L
ZEhRIfE mg&gﬂfﬁﬁ%%ﬂf;'ﬁ PU—FE(HI8) 0.313 0.059 | 5.291 ok | R L
AR RS 7 25 WO R BE | 9 DA e A PU—INT(HI3) 0.291 0.053 | 5.542 | x| R
T P TR A T P | 2 VA 455 g A 0 i PU—RE(HI14) 0.248 0.053 4. 684 o PR
X > . PU—REP(H15) 0.367 0.054 6.748 ek PR
5k TR R . AT N R PU—SI( H16) 0.248 0.052 4.819 stk PR
s P S B (INT) [ R {5 RC—INT(HI2) -0.135 | 0.050 | 2.703 k| RSL
. L A RE—INT(HI) 0.222 0.053 | 4.214 ok | AL
A D ﬂ‘K—- Y SEN

JE(INT) 5 Z @B b )35 3] 53.6% . SI>INT(H3) 0.006 0.053 | 0.109 NS | R

A DUREAATI AT S AR A

E ek 001 R FHAKFTFTRE,
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AU A TROINDRG 6t B SR TR RO 5 FH P R RIS SR B IR MR nT a2 HA

3. DIER, K2 R F6RFALFRIAI P ITA AR M X RTE1% EEMEKETEE (BT EH—
REP .EH—INT .FE—INT .FE—RE ,PEOU—ER Fll SI>INT #}) | 5 BRI AT R 44 PN BB 45 4 o DRI F
6, FRATT A I BB (RE) A8 5 5 Wi B K 9 A A A8 B AR T BN (EH) |, O BN HE (PU ) 5 %
“FEET (REP) A8 5 M3 K 1 /A A2 d5 WA FT M (PU) FUEHURER (FE) | 1Ak T BN (EH) WX
SEMARR /N AN 8235 5 X #1287 (ST AR B3 M 4R ) A A48 d SRR R (FE ) FEN A FHE (PU) 5 X R AR
PR B (INT) 5200 5 KA AP A A8 B 2 A T (PU ), HR 430 BB (RE) (752 (REP) (& 54k
M ( ER) AR A (RC) , MR FBIA(EH) JBAUR R (FE ) FkE 32 (SI) T H52 i i 55 HAS 2, =
TR FHEXT FH P S R R 4 Fe R B2 i 7

h, ARGRERT

(—) ARG L

ARG 0 BT B, bR H3  H4 (H6 \H7 (H8 H21 WF 5T i AN i 35, RAT B Bk oh , AR iy
PR3N T 3CRE, SR L RIS BRI BRI 1R 1 R T & P e B A2 B R IR 3R (B
Sy FAMERUBHIA FPE ) AL SRR (R E 30 ) A P A0 B 28 (DR A8 sLAS ) 152

(EAF VLI 2  ARBIFGE v 4128 ) BROGEF P PFE J JE A9) 1E 1) 5 Wi {5 AR A5 B B0 IF , 3 0] B8 2 AR A
FERPE A XS G2 b BB P BT & H TR s DR IR 5 A B, AN A T — A+ 28
At SR 45 1 &, P AR P A Y, R —Fh e 2, NN il oAk 52 sl A, %o T4k 2 Ak R 55 0 1
B (L) H P A2 3 5 5 98 B R MR AR IR M2 oG R L (HAS 5 Rk — LR AT,

A NN | SR T B SR P P8 8 B %) I Ta) 52 1 (B A B BRAIE | 3 2 75 28 AT T 78 B S A4
SRR ST N S TE B IR 2%t AT A A 2 S 0 B AR S R R R 5 14T O R S AR AR R A
XA AT IR MBS Ja 2 — 2 IR AR AR T B Al R FH P 75 2500 Bl A I 1) 5% i (R IR e AR A
FNEE , X AT B2t TG H B4 B0y DL P RN 55 5 2R P IR ANERN 7 R AERBE A [l 4
Y A

TSN SRR Sl PR P P8 TR A AE ] R WA R A A B 36 0F , 53X 7T BB 5 Y AT B i B AELOTFIR R 4
A B 2 R R BRI A O, AT e M AT R & H P T IS R 4000 H A S5 BT D Re AN i
ANKAE B LR,

(=) Bx

5 25 S 3R W A B - i gl FH P & 32 8 o ot PR T 2018, B S BRI &R B S - P e R
Gong LA P R Ry (4R S AT R T SR RS DLt — A 3R s G ) R AR R A R R
It ELREARH P BUAS AN e 8 B P PRI AR A F I B TR, 46 s e B P (e P IR

R Ak P DAL 2 R SR A B AR 09 T8 2R e U AL, 42 3 58 20 1) T P B4 22 B B 3
SHNEETF IS W YE E XS & & R TS E BRI T 0 s % R (s S ) Hi4 TFe Bk
SRV P A RIS RS0 A E T LA I 2 T S P T VRS R R S
A PRS- EESE  TE  BON B HP RS A 24k X A AR RIS 3, WA T B Ji 2 3 e o 13 2R 018
TEIE R G0 0 T80 SR T P 0 B 2 8h R B A R () D BE 1R T B I s i B JE( 8., BRIV B s L5 238
o FH PR R P SR R LR 576 TR A R DA S B 8 P B B b B B A2 R P RD 1
Hglh, NS S5, dEmsgss /o e S .

TN TR A Al = S R SRR S R A B DR 2R X TS TR S A IR R i VA SR A AT 245 R
7, F P SR F BRI E SR 8B 20 RO L R S PHE R PR B IR IE R E ST B B3 (A
PR PR 2 0 B BRI 2 R R R R i 25 T P R LR i B E T SRR R AR N R A
T UERAIL , SR FE P B Rt 3 SCRIERA SRR BIAIL ™ A= B S5 AR RV B8, DA (5 5 32 sl AR b & 6 A7 38
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VB RGN REBTT N DO THE A Wty | AR AR S ST RE

B WFFEA R R BYEOR A2 ML BESh AR L 2 SR RS2 me P e R X ZOR R R P
AP RGBT SE LA B 2R 5 2% REOX = 2N X P e R AR

(=) ARRE

TR G R PR RETT IR A3 A 3 T P AR PHE R G0 o838 P PRSI ML 32
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